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 Who are we? 

 DLS provides technical assistance, training and oversight to assist Massachusetts cities and towns in the 

achievement of sound and efficient fiscal management. 

 What is DOR360? 

 DOR360 is an initiative to connect and engage with DOR’s many stakeholders. 

 Who are our stakeholders? 

 Internal - Staff in Boston, Worcester and Springfield 

 External – Local and state government officials and taxpayers 

 What is our role in DOR360? 

 Our role is to solicit feedback from internal and external stakeholders and implement new initiatives 

with the intention of moving in a new, more customer focused direction. 

 What are our basic principles? 

 Our basic principles are to involve all staff in the strategic planning process, establish an open 

communication policy between internal and external stakeholders, identify any major obstacles 

impeding efficiencies and improvements and show appreciation to staff. 

 

OUR MISSION 



Execut ive  

•  Manage DLS operations 

•  Publish City and Town e-newsletter 

•  Coordinate Muncipal Cabinet meetings 

•  Coordinate DLS trainings, workshops   

       and conferences 

•  Manage DLS press inquiries 

•  Process Freedom of Information   

       requests 

  

Bureau  of Accounts (BOA) 

•  Certify tax rates 

•  Certify free cash, excess deficiency in  

       RSD’s and retained earnings 

•  Approve Schedule A and state house 

       notes 

•  Approve state qualified borrowing  

       through the MFOB 

•  Approve emergency spending and 

       borrowing 

 

Bureau  of Local Assessment (BLA) 

•  Triennial real and personal property value 

       certification 

•  Annual central valuation of telephone and 

       pipeline 

•  Determine fair cash value of state owned  

       land 

•  Biennial - Determine equalized valuation  

       of all property statewide 

•  Review interim year statistics and 

       assessment adjustment  

•  Certify new growth 

 

 

CORE FUNCTIONS 



Municipal Finance Law Bureau (MFLB) 
• Issue advisory opinions and guidelines 

• Authorize local treasurers to use administrative 
process to foreclose tax 

      titles on land of low value 

• Prescribe local tax forms 

• Authorize local officials to abate local charges where 
local jurisdiction lost 

• Authorize local assessors to assess local taxes to 
owners unknown/cluster  development unit 
holders/present interest holders   

 

Municipal Data Management/Technical 
Assistance Bureau (MDM/TAB) 

•  Distribute local aid, CPA and smart 

       growth reimbursements  

•  Prepare cherry sheet estimates 

•  Calculate municipal growth factor 

•  Process education reform waivers 

•  Provide General Court access to 

       municipal databank 

•  Provides consultant-type services and 

       technical assistance to cities and  

       towns 

  

 

 

 

Information Technology Section (IT) 
•  Provide training and technical support for 

       DLS and CSC applications 

•  Act as technology advisors for the CSC 

       and municipalities 

•  Initiate and promote software  

      development in support of DLS processes 

•  Act as first point of contact for internal  

       DLS technology needs and issues 

•  Act as liaison between  DLS and other 

       bureaus, agencies and organizations 

       engaged in municipal technology 

 

CORE FUNCTIONS 



Performance 

Proactive approach to improve 

performance 

 

 

Stakeholder Satisfaction 

Create a culture and processes 

that support communication and 

collaboration 

 

 

 

Internal Capability 

Develop people, processes and 

technologies to better support 

the core functions of DLS 

 

Quality 

Develop standards of quality for 

core processes  

 

 

 

 

 

 

 

DOR GOALS 



MFLB will continue adding DLS advisory opinions, 
IGRs and Bulletins to a publicly searchable 
database of public written statements to broaden 
communication of legal positions to external and 
internal customers. 

 
Target: 

 Identify and add advisory opinions issued in FY2015 
and calendar years 2003 and 2004 that reflect current 
law and DLS interpretations 

 Add new IGRs and Bulletins to legal data base upon 
issuance 

 Establish protocol for updating legal data base for 
previously released advisory opinions that are 
outdated due to changes in law or policy 

  

Measure: 

 # of opinions reviewed 

 # of customers using publicly searchable legal 
databases 

 

 

MFLB will complete work to implement enhanced 
online Gateway Land of Low Value (LOLV) 
application for use by local treasurers to obtain 
administrative foreclosure affidavit. This will 
include cross training all Bureau attorneys to 
review LOLV applications and use enhanced 
system. 
 

Target: 

 Upon acceptance and delivery of final programming 
changes (no later than 6/30/2014), complete these 
actions within the stated time frames: 

 1 month - Prepare written procedures and time 
standards for Bureau’s review of applications 

 2 months - Train all Bureau staff in LOLV system use 

 3 months - Train all Bureau attorneys to review and 
evaluate applications and process them in Gateway 
system 

 4 months - Develop, review and publish instructions for 
local officials 

 

Measure: 

 % of LOLV applications submitted “clean” and 
processed within time standards 

  

 

PERFORMANCE 



BLA will develop and implement program for field 

staff to communicate annually with communities 

in their interim review cycle. 

 

Target:  

 Develop outline of interim year review program. Staff 

will maintain direct contact with communities to 

discuss progress and/or problems meeting directives 

due for FY2016.  

  

Measure:  

 Track visits and status on directives in communities for 

FY2015. Survey in January 2015 to obtain 

effectiveness of program.  

 

IT will work with ANF/IT to enhance our 

productivity by seeking meaningful data on 

website usage through new Gateway web stats 

and refined mass.gov Google Analytics. 

 

Target: 

 Lack of reliable data on stakeholder usage of our 

website prevents us from making informed decisions 

around which resources to support and maintain and 

which to discontinue.  

 

Measure: 

 DLS will have meaningful website statistics on usage 

by June 30, 2015 to inform our decisions on what to 

support or enhance and what to eliminate. A newly-

designed monthly report will provide senior 

management with significant web statistics reflecting 

stakeholder activity and preferences. 

 

 

PERFORMANCE 



To enhance productivity and performance in local government, MDM/TAB will continue to market and 

provide the new technical assistance services that we recently introduced. 

 

Target:  

 Through these more focused engagements, we will assist more communities in a more timely fashion.  

 

Measure: 

 The Technical Assistance staff will complete at least 20 city and town engagements during FY2015, the outcome of 

which will be a high quality, technically accurate written report.   

 

 

PERFORMANCE 



MFLB will continue expanding the FAQs library for 
external and internal customers. 
 

Target: 

 Review questions received from local officials, identify 
three to five FAQs per month for publication in first 
edition of City & Town each month and submit for 
publication 

 Add FAQs currently posted on website and previously 
published in City & Town to new FAQ data base by 
8/1/2014 

 Add FAQs published during FY15 in publicly searchable 
FAQ data base to facilitate searches by local officials 
and others within two weeks of publication 

 Establish protocol for updating previously issued FAQs 
to reflect future changes in law or policy 

  

Measure: 

 # of FAQs published 

 # of customers using publicly searchable FAQ 
database 

  

 

MFLB will work with BOA to develop Special Funds 
publication (multi-year project). 
 

Target: 

During FY15 

 Organize working group with BOA 

 Develop plan and timetable for project 

 Research legal opinions, emails, IGRs, BOA documents 
issued relative to special funds 

 Identify current DLS position relative to each fund and 
any issues to be resolved, consult with BOA and TA 
staff, and other agencies, on recurring agencies, as 
appropriate (e.g., DESE for c.71 school funds)  

During FY16 

 Develop, format and draft publication based on 
research and decisions on DLS policy positions 

 Circulate draft within DLS for review and comment 

 Circulate draft with stakeholder groups (DESE for c.71 
school funds, accountants/auditors, counsels, others) 
for review and comment 

 Establish protocol for updating publication to reflect 
future changes in law or policy  

 

Measure: 

 Organization of working group (development phase) 

 % of milestones met toward completion of publication 
(development phase) 

 # of customers using publication (upon completion) 
 

 

 

STAKEHOLDER SATISFACTION 



Revise, Update, and Upgrade Gateway Help 

Screens. 

 

Target: 

 With the cooperation of affected bureaus, update and 

improve context-sensitive Help screens for various 

Gateway processes, tying in with efforts to update core 

system documentation. 

 

Measure: 

 Track number of Help pages revised and improved 

plus number of drill-down links to system 

documentation. 

 

 

 

 

Make CAMA support of cloud-based applications 

meet or exceed client/server-based standards. 

 

Target: 

 Transition to new support roles and skills as beta 

testing involves more communities. 

 

Measure: 

 Survey and interview stakeholders at three to six 

month intervals to gauge staff performance and 

stakeholder satisfaction. 

 

 

STAKEHOLDER SATISFACTION 



Improve the underlying quality of the data in the 

Schedule A annual financial report so that our 

online reports are more useful and contain more 

accurate financial data. 

 

Target: 

 Databank staff will work with DLS-IT and BOA to 

amend the Gateway database and Schedule A to 

eliminate the overstatement of debt service 

expenditures due to the impact of advanced debt 

refunding.  

  

Measure: 

 The data we present on municipal debt from our web-

based query tools will be accurate and better suited for 

comparative analysis among communities. 

Enhancement specifications for Gateway and the 

Schedule A upload program will be completed by June 

30, 2015 so that it can be used for FY2016 year-end 

reporting during FY2017. 

 

 

MDM/TAB will collaborate with our colleagues in 

the Bureau of Accounts to produce an indirect cost 

manual to provide guidance to local officials on 

how to measure these costs. 

 

Target: 

 Using reasonable methods to calculate indirect costs 

of an enterprise fund is important from a 

taxpayer/ratepayer equity perspective and an area 

where communities seek guidance from DLS.   

 

Measure:   

 By June 30, 2015, we will publish an indirect cost 

manual to provide local officials with clear guidance 

on reasonable, accepted methods for calculating 

indirect costs in an enterprise fund. 

 

STAKEHOLDER SATISFACTION 



BLA will continue to reduce bottleneck or 

funneling in property valuation certification review. 

  

Target: 

 Use central tracking system to flag and generate 

notices to local officials or staff in the event too much 

time elapses between critical steps required during the 

certification review.  

  

Measure: 

 Determine progress from last year with surveys of both 

internal and external stakeholders.  

 Review performance results and impact of flags.   

 

 

MDM/TAB will continue to improve the internal 

capability of our Databank/Local Aid staff by 

providing them with ongoing internal and external 

training. 

 

Target: 

 The internal training will center on staff cross-training, 

the testing and refinement of various procedures 

materials and critical events calendars for local aid 

and databank needs.   

 

Measure:  

 By June 30, 2015, Databank/Local Aid staff will have 

a thoroughly vetted, field tested procedures manual 

and critical events calendar to rely on in the event that 

the staff person who usually handles this responsibility 

is unavailable for any reason.   

 

INTERNAL CAPABILITY 



MFLB will provide web access for all prescribed tax 

administration and collection forms in user 

friendly format.  

 
Target: 

 Complete any required staff training in use of software 

(within one month of acquisition of licenses) 

 Develop plan and timetable for updating the content of 

forms with Forms Working Group of local finance 

officials and internal users 

 Develop plan and timetable for converting existing 

hardcopy forms to electronic versions 

 Add updated and converted “Forms” to searchable 

data base of official publications 

 

Measure: 

 # of forms published to searchable data base 

 # of customers using publicly searchable forms data 

base 

 

 

BLA will research and review valuation programs 

and standards  to determine if best practices are 

being followed in these areas: Farm Land 

Valuation and Apartment, Mixed use, and 

Commercial and Industrial Certification Standards 

 
Target: 

 Review process and standards within a committee 

framework with both internal and external 

stakeholders.  

  

Measure: 

 Review and obtain feedback on recommendations for 

changes in standards with stakeholders (MAAO) in the 

first quarter of calendar year 2015.   

 

 

 

QUALITY 



BOA will begin a three year process to update the 

BOA Procedures Manual, which incorporates tax 

rates, certification of free cash, and approval of 

Schedule A forms 

 

Target: 

 BOA will update, before June 30, 2015, the chapter 

regarding the certification of free cash 

 

Measure: 

 An improved process of certifying free cash 

  

 

 

 

BOA will review all forms within the unit to ensure 

they meet contemporary requirements. 

 

Target: 

 By June 30, 2015, BOA will review all financial forms in 

an effort to meet appropriate requirements for the 

cities  and towns of the Commonwealth 

  

Measure: 

 # of forms reviewed and suggested modifications to 

forms 

 

 

QUALITY 



BLA/IT collaboration on proposed LA3 and communication enhancements to DLS 

Gateway for FY2015 

 

The Bureau of Local Assessment will collaborate with DLS/IT to undertake the following initiative:  

 Modify and enhance the tracking system to improve both internal and external communication. Add 

notifications to report to DLS staff and stakeholders the status of the certification process, the Interim 

Year LA15, New Growth and State Owned Land to increase the level of process transparency. New 

notifications would include the ability to send emails and letters automatically to staff, management 

and/or assessors from tracking based on time elapsed between processes.  

 Add logic to quartile and half processes in the LA3 module to improve the distribution of sales in data 

sets for easier and more efficient sales review.  

 

Measure: 

 Number of Excel spreadsheets no longer separately maintained. 

 

 

 

INITIATIVE I 



BLA/IT feasibility study on uploading Certification Parcel Data to Allow BLA to Run 

Certification Reports 

 

 Utilizing the CSC and its communities as a lab, BLA will work collaboratively with DLS/IT to test the 

feasibility of uploading community data for BLA analysts to run certification-related reports. DLS will 

take advantage of the common software used by over 60 CSC communities for local property 

assessment and by BLA for state owned land valuation to design and implement a pilot project for 

uploading local data when ready for FY16 certification review and allowing BLA analysts to run standard 

and custom reports on those data (instead of having each community run and submit such reports). 

Community participation will be voluntary. Testing the operational feasibility in this way avoids the 

problems inherent in mapping disparate valuation systems to one upload program.  In this laboratory 

mode, DLS can also test proposed linkages of detailed parcel attributes with MassGIS spatial analysis 

web services. 

 

Measure: 

 Internal BLA time and effort savings, and surveyed opinions of participating communities on local 

efficiencies gained. 

 

INITIATIVE II 



Taxpayer Assistance Project 
 

 DLS will prepare and execute a pilot – the Taxpayer Assistance Program (TAP) – to determine if the 
program’s cross-bureau approach is effective in moving cities and towns from tax rates set in December 
to tax rates set in November. Ten to 15 communities will enroll in TAP. Each community will create a 
schedule designed to reach the goal of a November tax rate. DLS will create a tracking system to follow 
the progress of TAP communities. The program is designed for communities to “tap into” DLS experience 
and expertise, and addresses all four of DOR’s goals – Performance, Stakeholder Satisfaction, Internal 
Capability and Quality. 

  

 TAP is designed not only to reduce the number of tax rates set in December, which should assist DLS in 
conducting more thorough and constructive reviews of December tax rates (Performance and Internal 
Capability), but to serve as a new means of DLS engagement with stakeholders (Stakeholder 
Satisfaction). TAP also provides DLS with a performance measure test (Quality). DLS’ Data Working 
Group developed TAP after close analysis of Gateway data revealed that 42 communities which set a tax 
rate in December waited at least three weeks after approval of new growth – and in some cases five 
weeks or more – before moving to set a tax rate. 
 
Measure:  At the program’s conclusion, DLS will survey participants to determine if they believe that TAP 
was effective, report the survey results back to stakeholders, study the results and decide whether the 
program should continue with any modifications deemed necessary. 

 

 

INITIATIVE III 



Professional Development Initiatives 

 
Designed to enhance DLS Performance and Internal Capability, the Division will continue Professional 

Development Initiatives as a cornerstone of cross-training and succession planning efforts for staff. These 

efforts include the following: 

 

 A review of the overall initiative and the 21 corresponding courses implemented in FY14 will provide a 

measure of its effectiveness as evidenced by staff surveys and knowledge retention. Successful and 

useful courses will be repeated and new courses will be developed in conjunction with FY15 priorities 

and strategic goals.  

 

 Work with DOR/ETD to customize or acquire “Training for Trainers” program to improve staff skills in 

making oral presentations and preparing training materials, including PowerPoint slides. Train staff in 

presentation skills by 6/30/2015  

 

 Train certain IT, MDM/TAB, and BLA staff in Logianalytic audience-specific internal dashboards and 

reports followed by dashboards for cities and towns and legislative districts. This will be measured by the 

number of customized dashboards and reports created and deployed.  

 

 

INITIATIVE IV 



Review of DLS trainings and other public presentations 

 

 The Division will form a working group to discuss and review the logistics, format, instructional materials 

and related communications practices for all forums, conferences and other public informational 

presentations. The group will produce a report of its findings including recommendations and 

suggestions for improvements where appropriate by the end of the fiscal year. 

 

 

 

INITIATIVE V 



Gateway and Databank Sustainability 

  

 DLS will work with ANF/IT to build the staff and consultant resources necessary to support both existing 

and planned Gateway functionality. MDM and IT staff will be trained in Logianalytics to make Gateway 

data even more accessible to different internal and external audiences and build report and dashboard 

design capabilities that are not dependent on ANF/IT support. Depending on the outcome of IT bond 

proposals, DLS will prepare for upgrading and expansion of programs that will require intensive quality 

assurance management. System and user documentation must be re-thought and newly designed to put 

all resources online, easily accessed, and part of an enforceable system in which new Gateway versions 

cannot be released without corresponding documentation updates in place. 

 

 

 

INITIATIVE VI 



Applied Concepts in Municipal Finance Course 

 

 DLS will implement the municipal finance curriculum developed and refined in FY14 and make it 

available to stakeholders. This general introductory course will serve as a learning opportunity for 

currently employed, mid- to entry-level municipal staff and will be held over five day-long sessions. The 

course will be taught by DLS staff and serve as an in-depth extension of the New Officials Finance 

Forum. Successful participants will receive a Certificate of Completion from the Department of 

Revenue’s Division of Local Services should they fulfill the appropriate requirements. 

 

 Measure: The successful engagement and enrollment of targeted municipal staff and their completion 

of the course to the standards outlined by DLS.  

 

 

INITIATIVE VII 



MFLB Case Management System 

 

 IT will work with MFLB to design and build a legal case management system that will integrate with 

existing Gateway modules but add document control, status tracking, and management oversight 

functions, borrowing when appropriate from private sector legal system designs.  

 

 

 

INITIATIVE VIII 


